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AGENCY PLAN MISSION, GOALS AND BUDGET SUMMARY

AGENCY MISSION:
The mission of the Information Technology Services Department is to provide effective, reliable and secure
information technology and related services to City agencies, enabling them to effectively manage assets and deliver
services to Detroit’s citizens, businesses and visitors.

AGENCY GOALS:
1. Maintain the City's current technology investment.
2. Expand the City's technology infrastructure.
3. Delivery of new and enhanced applications to support the business information and process needs of the

agencies.
4. End User Training and Support.
5. Internal Operational Improvement.
6. Improve Relationship of ITS to City Departments.

AGENCY FINANCIAL SUMMARY:

2003-04 2002-03 2003-04 Increase
Requested Budget Recommended (Decrease)

39,865,886$  City Appropriations 39,847,742$  35,304,945$  (4,542,797)$   
39,865,886$    Total Appropriations 39,847,742$  35,304,945$  (4,542,797)$   

3,113,462$    City Revenues 3,094,857$    3,069,747$    (25,110)$        
3,113,462$      Total Revenues 3,094,857$    3,069,747$    (25,110)$        

36,752,424$  NET TAX COST: 36,752,885$ 32,235,198$ (4,517,687)$   

AGENCY EMPLOYEE STATISTICS:

2003-04 2002-03 04-01-03 2003-04 Increase
Requested Budget Actual Recommended (Decrease)

164 City Positions 165 130 154 (11)
164   Total Positions 165 130 154 (11)

ACTIVITIES IN THIS AGENCY:

2002-03 2003-04 Increase
Budget Recommended (Decrease)

Computer  Operations 39,847,742$  35,304,945$  (4,542,797)$   
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 COMPUTER OPERATIONS ACTIVITY INFORMATION

ACTIVITY DESCRIPTION: COMPUTER OPERATIONS
The Information Technology Services Department (ITS) is the central staff agency responsible for directing,
developing and providing information technology and consulting services to City agencies.  The responsibilities of
ITS include: information management, strategic technology planning, application development and implementation,
system/application maintenance and support, telecommunications, data center operations, technology acquisitions,
business needs solutions and other services necessary to aid agencies in harnessing technology to improve
operations and the quality of services provided to their customers.  The department’s responsibilities are consistent
with and support the City’s strategic goal of strengthening the delivery and management of core services.

GOALS:
1. Expand and improve the City’s technology infrastructure

•Use of the Strategic Technology Architecture Plan as a template for future financial investment in technology
•Continue to upgrade the voice communications systems
•Expand use of Web technology to access applications and information on processes
•Develop E-Commerce strategy
•Define data warehousing and data mining strategy

2. Provide integrated multimedia technology tools to facilitate information access and comprehensive
decision support:
•Formalize an enterprise technology security architecture that addresses new technology securities issues
  (E-commerce, open systems architecture and Extranet, etc.)
•Implement enterprise technology security architecture
•Design metropolitan Fiber Wide Area Network
•Implement ITS management processes, policies and tools
•Improve business continuity and recovery capabilities

 3. Develop, enhance and maintain applications systems to support the needs of the City departments:
 •Enhance system management processes and tools to address applications system support
 •Upgrade Financial and Human Resources Systems (DRMS – Detroit Resource Management System) to release

11i
 •Support in-house Income Tax Administration System
 •Expand new Permits System
•Implement Incident-Based Crime Reporting System
•Implement Narcotics System for tracking narcotics and gang related activity
•Implement EMS Medical Billing System

 4. Improve training, customer satisfaction and support:
•Improve Help Desk customer response
•Formalize a service delivery strategy and the standard approach for engaging ITS services
•Provide a comprehensive technical staff training program (new hires, new technologies and techniques,

refresher courses
5. Optimize control of the City’s technology assets:

•Catalogue all hardware and software
•Implement comprehensive ITS asset management program

6.  Improve Relationship of ITS to City Departments:
•Implement Customer Service Model

     •Implement Citywide use of Service Level Agreements
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MAJOR INITIATIVES:
In the 2002/2003 fiscal year, ITS accomplished the following for the Enterprise Security Infrastructure:

• Developed an ITSD Directive initiating the Enterprise Security Architecture Project;
• Developed a Mayoral Executive Order authorizing implementation of the Enterprise Security Architecture

Project;
• Developed the General Information Security Policy for the City;
• Developed the IT Infrastructure Inter-Connectivity Security Checklist;
• Developed a threat risk assessment and information classification matrix for the City;
• Conducted threat risk assessments throughout ITSD;
• Developed the policies and procedures for the implementation of the Computer Security Incident Response

Team (CSIRT);
• Began development of the Security Web Portal for the City’s Intranet;
• Began identification of the tools and mechanisms to be utilized in the processes of Security Awareness,

Training, and Education (ATE);
• Technology upgrade to the City’s defense system against malicious code through the installation and centralized

management of the Norton Anti-Virus technology solution.

PLANNING FOR THE FUTURE:
Over the next five years, the department will continue to focus on the delivery of computing and communications
technology and services.  In addition to mission critical support and maintenance activities, the department will also:

• Install a new Human Resource Payroll System
• Replace the Water and Sewerage Department’s billing system
• Expand the City’s presence on the Internet
• Provide CAD System Migration Support
• Provide Records Management Implementation Support
• Implement 800 mega hertz Radio Communications
• Fully implement Enterprise Infrastructure Security Technology and Business Architecture
• Implement ATE and continuing program refreshment
• Develop/Enhance Enterprise Security benchmarking and improvement
• Implement Enterprise Customer Service/Call Center
• Develop/Enhance E-Commerce
• Implement Payroll Time Capture
• Implement Enterprise Imaging
• Implement Data Warehousing
• Develop and Implement End-User Reporting
• Develop and Implement DRMS Reporting
• Implement Enterprise GPS
• Expand System Management Tools
• Develop a Communication Infrastructure - Voice/Data
• Implement Server Consolidation
• Implement Data Center Consolidation
• Implement Unified Messaging/PDAs
• Significantly increase the business function and processes performed over the Internet and other technologies.
• Monitor and track services provided to City Departments through Service Level Agreements
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In fiscal year 2003/2004, the department’s activities will continue to focus in the following major areas:
• Maintain the City’s current technology investment.  The department will continue to support and develop the

existing technology infrastructure to ensure the ability to access mission critical information at the desktop. This
includes maintaining all equipment, software, communications lines and applications used by the City’s
workforce to communicate internally and externally and to provide services to the citizenry. It also includes
upgrading processes and tools used to protect the City’s information and systems from trespass or corruption.

• Improve the City’s technology infrastructure.  The department will be in the process of renewing its
Strategic Technology Architecture Plan as the template for future financial investments in technology.

• Delivery of new and enhanced applications to support agency core services.   The department will continue
to implement technology to support improved core services. Activities will include: implementation of new
Public Safety systems, expansion of enterprise Geographic Information Systems and Website applications and
expanded development and support of other department applications.

• Employee Development and Support.  In Fiscal Year 2003-04 the department will provide training in areas
critical to the support and use of new and current technology only when there is a high demand from agencies
which warrants training.  Agencies will have to provide funding to pay for each seat for all training offered by
this department.  The centralized Help Desk will provide ITS= customers with first-line telephone support for
technology.

• Internal Operational Improvement.  The department will continue to review and revise its internal processes,
and provide additional training to its employees to strengthen our ability to support the new technologies being
implemented, reduce the cycle time for providing services to our customers and adopt a more structured quality
assurance methodology.

• Security.  Establish a framework for management of Citywide technology security.  The content will be
awareness, policy, risk assessment, architecture and identification of specific technology projects.

• Customer Service.  The department will develop and follow a customer service model.  The initial focus will
be our relationship with internal departments.  The purpose being to enable ITS and the other City Departments
to quantitatively measure performance.  Tools that will be used include Service Level Agreements (SLA) and
service delivery management.

• Kids.  The department will focus on structured experiences to create applications to support the coordination
and implementation of after school programs for the City's youth. These would include, but are not limited to,
supporting Technology Recreation Centers, Student Internships, Student Training and Workplace Experiences.
Our initial focus is Mayor’s Time.

• Cops.  The department will concentrate its direction on several Public Safety initiatives.  They will include
Computer Aided Dispatch, Records Management System and a new communication center.  This will help the
City’s efforts with improving the ability and capacity of the Police Department.

• Clean.  The department continues to focus efforts on technology and systems that support targets with
dangerous and abandoned buildings, demolitions, Environmental Affairs' projects, DPW's removal of weeds
and debris and other City and quasi agency needs.
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COMPUTER OPERATIONS MEASURES AND TARGETS
Goals:
  Measures

2000-01
Actual

2001-02
Actual

2002-03
Projection

2003-04
Target

Expand the City’s technology infrastructure:
Processes, policies and organizational structure implemented to support security
strategy 0% 50% 100% Completed
System management and security tools implemented 25% 50% 75% 100%
Implement business continuity strategy for Coleman A. Young Municipal Center
Building and Public Safety system 50% 75% 75% 75%

Develop, enhance and maintain applications systems to support the needs of City
departments:
  Percent upgrade of DRMS to release 11i 50% 75% 75% 100%
  Percent of application development support processes, policies and tools
  implemented N/A 75% 75% 95%
  Number of agencies using new Permits System 2 Completed
  Percent implementation of Incident-based Reporting System 0% 25% 75% 100%
  Percent implementation of Narcotics System 0% 25% 75% 100%
  Percent implementation of EMS Medical Billing System 0% 25% 75% 100%
Improve training, customer satisfaction and support:
  Customer satisfaction rating in training services 95% 98% 98% 98%

Number of instructional units comprised of classroom, tutorial and learning
technologies 7,540 7,757 6,000 6,000

  Customer satisfaction rating in Help Desk services 75% 86% 90% 90%
  Number of service level agreements in place 7 20 43 43
  Customer satisfaction rating in service delivery N/A 80% 85% 90%
  Percent of Service Requests completed by target date 70% 70% 95% 95%
  Average training hours per ITS staff 54 60 60 60
  Percent use of project management methodology and tool 80% 90% 100% Completed
Provide integrated multimedia technology tools to facilitate information access and
comprehensive decision support:
  Expand number of agencies using Enterprise GIS System 5 10 20 20
  Number of systems accessed via Web technology 5 8 15 20
  E-Commerce strategic plan completed 100% Completed
Optimize the City’s technology assets:
  Percentage of hardware catalogued by ITS Asset Management Program 75% 75% 100% Completed
  Percentage of software catalogued by ITS Asset Management Program 75% 25% 50% 100%
  Implement comprehensive ITS Asset Management Program 25% 75% 100% Completed
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Goals:
  Measures

2000-01
Actual

2001-02
Actual

2002-03
Projection

2003-04
Target

Improve ITS Organization and Structure:
  Percent implementation of Enterprise Security Policy Statements N/A 100% Completed
  Percent development of “Responsibility Matrix” for City’s Web site N/A 100% Completed
  Percent creation of E-Government Strategy N/A 100% Completed
  Percent creation of Customer Satisfaction Organization N/A 50% 100% Completed
  Percent development of “Centralized/Decentralized Matrix” N/A 100% Completed
  Percent creation of Strategy and Communication Plan  for Customer Service  Model N/A 100% Completed
Improve Relations of ITS to City Departments:
  Percent assessment of all ITS functions N/A 100% Completed
  Percent development of Centralized Strategic Planning Model N/A 100% Completed
  Percent implementation of Online Planning Information Center N/A 25% 25% 50%
  Percent development of E-Government process N/A 50% 70% 100%
  Percent implementation of MAPS 2.0 N/A 100% Completed
  Percent of signed SLAs with City agencies N/A 60% 100% Completed
  Percent development of Enterprise Technology Training Program definition for

2002/2003 N/A 100% Completed
  Percent implementation of customer survey mechanism N/A 100% Completed
  Percent implementation of Customer Service Model N/A 50% 100% Completed
  Percent assessment of User-Friendly DRMS Reporting tool N/A 100% Completed
  Percent development of Emergency Management Plan N/A 50% 100% Completed
  Percent development of Business Continuance Model N/A 50% 75% 75%
   Percent development of Mayor Executive Order, regarding Customer Service  Model N/A 100% Completed
  Percent assessment of available internet based procurement/vendor payment N/A 100% Completed
  Number Web-enabled legacy applications N/A 5 6 8
  Percent implementation of change management process N/A 100% Completed
Improve relationship of ITS to Citizens & Business Community:
  Percent development of outreach program N/A 40% 70% 80%
  Percent development of Network Plan N/A 20% 80% 100%
Activity Costs $33,365,962 $40,935,098 $39,847,742 $35,304,94

5
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Information Technology Services Department
CITY OF DETROIT

Financial Detail by Appropriation and Organization

Request
Dept Final

2003-042002-03
Redbook

Central Data Processing
Office Of Information Technology Services

FTE AMOUNT FTE AMOUNT FTE AMOUNT
APPROPRIATION

ORGANIZATION

2003-04
Mayor's

Budget Rec

00024 - Central Data Processing
310010 - Office Of Information Technology Serv 4 $672,223 4 $793,493 4 $698,944

310020 - Contracts & Administration 8 $2,046,964 7 $2,008,975 7 $1,471,032

310030 - Detroit Resource Management System 21 $4,274,330 20 $3,849,504 0 $0

310035 - Enterprise Application Support Team 0 $0 0 $0 18 $3,246,711
310040 - Education & Training 2 $1,717,428 3 $1,306,672 3 $890,700

310050 - Client Support Services 3 $368,419 4 $478,821 4 $487,042

310060 - Personal Computer Services 4 $5,312,838 4 $5,116,758 4 $4,577,318

310070 - System Support & Management 9 $4,654,090 9 $4,642,481 9 $3,902,843

310080 - Data Network Services 6 $2,431,517 6 $2,852,480 6 $2,916,865

310090 - Client Server - New Applications 10 $899,097 10 $1,133,503 10 $924,815

310100 - Non-Financial Applications 9 $858,439 8 $887,508 8 $604,637

310110 - Financial Applications 10 $1,073,595 10 $1,191,920 10 $1,056,207

310120 - Emerging Technologies 1 $81,141 1 $85,168 1 $88,901

310130 - Operations 24 $7,411,160 24 $7,491,814 22 $7,172,149

310140 - Input/Output Services 3 $153,469 3 $160,975 3 $168,067

310150 - Help Desk 4 $656,281 4 $550,270 4 $476,039

310160 - Special Project - D.O.T. 0 $130,000 0 $130,000 0 $130,000
310170 - Water Board Project 14 $2,339,182 14 $2,484,114 14 $2,446,371

310190 - Health Project 0 $15,000 0 $0 0 $0
310230 - Planning & Development 1 $99,568 1 $82,825 1 $76,853

310240 - Building & Safety 3 $234,212 3 $253,153 3 $262,600

310260 - Consumer Affairs 1 $69,932 1 $73,334 1 $76,579

310300 - Public Safety 14 $1,946,921 14 $2,076,400 13 $1,893,327

310310 - Geographic Information Services 9 $1,112,707 9 $1,163,993 6 $915,188

310320 - Security and Quality Assurrance 3 $453,913 3 $294,110 1 $147,222

310330 - Voice Communications 2 $835,316 2 $757,615 2 $674,535

APPROPRIATION TOTAL 165 $39,847,742 164 $39,865,886 154 $35,304,945

165 $39,847,742 164 $39,865,886 154 $35,304,945ACTIVITY TOTAL
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Appropriations - Summary Objects
Budget Development for FY 2003 - 2004

CITY OF DETROIT

2002-03
Redbook

2003-04
Dept Final

Request

2003-04
Mayor's

Budget Rec

AC0531 - Computer Operations
A31000 - Information Technology Services Depa

SALWAGESL - Salary & Wages 8,476,223 8,984,786 8,241,429 
EMPBENESL - Employee Benefi 4,242,576 5,099,808 4,797,029 
PROFSVCSL - Professional/Con 8,324,811 6,836,774 5,577,847 
OPERSUPSL - Operating Suppli 8,818,047 8,648,617 7,683,541 
OPERSVCSL - Operating Servic 3,401,872 3,771,823 4,004,823 
CAPEQUPSL - Capital Equipmen 1,894,211 1,906,211 920,000 
OTHEXPSSL - Other Expenses 491,337 407,337 103,476 
FIXEDCHGSL - Fixed Charges 4,198,665 4,210,530 3,976,800 

A31000 - Information Technology Serv 39,847,742 39,865,886 35,304,945 

AC0531 - Computer Operations 39,847,742 39,865,886 35,304,945 

Grand Total 39,847,742 39,865,886 35,304,945 
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2001-02 2002-03 2003-04 2003-04 Variance
Actuals Redbook Dept Final  Mayor's

Request Budget Rec 

Appropriation Summary - Revenues
Budget Development for FY 2003 - 2004

CITY OF DETROIT

A31000 - Information Technology Services De
00024 - Central Data Processing

447605 - Other Reimbursements 4,642,931 3,094,857 3,113,462 3,069,747 (25,110)
474100 - Miscellaneous Receipts 17,610 0 0 0 0 

00024 - Central Data Processing 4,660,541 3,094,857 3,113,462 3,069,747 (25,110)

A31000 - Information Technology Services 4,660,541 3,094,857 3,113,462 3,069,747 (25,110)

Grand Total 4,660,541 3,094,857 3,113,462 3,069,747 (25,110)
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MAYOR'S 2003/2004 RECOMMENDED BUDGET
CITY OF DETROIT

Information Technology Services Department
Appropriation

Organization
Classification

REDBOOK FY
2002 2003 FTE

DEPT REQUEST
FY 2003 2004 FTE

MAYORS FY
2003 2004 FTE

00024 - Central Data Processing
310010  -  Office Of Information Technology S

111Director - ITS
111Deputy Director - ITS
111Executive Secretary III
111Executive Secretary II

4 44Total Office Of Information Technology Servic
310020  -  Contracts & Administration

001Info Tech Contracts Manager
111Head Governmental Analyst
111Principal Governmental Analyst
444Principal Clerk
111Data Proc Records Librarian

7 78Total Contracts & Administration
310030  -  Detroit Resource Management Syst

011ITS Network Software/App Mgr
011General Manager - ITS
023Database Administrator
044System Programming Coordinator
01212Sr Data Proc Prog Analyst

20 021Total Detroit Resource Management Systems
310035  -  Enterprise Application Support Tea

100ITS Network Software/App Mgr
1000Sr Data Proc Prog Analyst
400System Programming Coordinator
200Database Administrator
100General Manager - ITS

0 180Total Enterprise Application Support Team
310040  -  Education & Training

111Senior Training Specialist
111Inter Data Proc Prog Analyst
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MAYOR'S 2003/2004 RECOMMENDED BUDGET
CITY OF DETROIT

Information Technology Services Department
Appropriation

Organization
Classification

REDBOOK FY
2002 2003 FTE

DEPT REQUEST
FY 2003 2004 FTE

MAYORS FY
2003 2004 FTE

00024 - Central Data Processing
310040  -  Education & Training

110Info Tech Contracts Manager
3 32Total Education & Training

310050  -  Client Support Services
111ITS Network Software/App Mgr
111System Programming Coordinator
221Sr Data Proc Prog Analyst

4 43Total Client Support Services
310060  -  Personal Computer Services

111Prin Data Proc Prog Analyst
222Sr Data Proc Prog Analyst
111Inter Data Proc Prog Analyst

4 44Total Personal Computer Services
310070  -  System Support & Management

333System Programming Coordinator
333Database Administrator
333Sr Data Proc Prog Analyst

9 99Total System Support & Management
310080  -  Data Network Services

111Info Tech Networks Manager
111Info Tech Networks Engineer
111Sr Data Proc Telecomm Tech
222Data Proc Tele Technician
111Microcomputer Support Splst

6 66Total Data Network Services
310090  -  Client Server - New Applications

111ITS Network Software/App Mgr
333Prin Data Proc Prog Analyst
555Sr Data Proc Prog Analyst
111Inter Data Proc Prog Analyst

10 1010Total Client Server - New Applications

31-1131-11



MAYOR'S 2003/2004 RECOMMENDED BUDGET
CITY OF DETROIT

Information Technology Services Department
Appropriation

Organization
Classification

REDBOOK FY
2002 2003 FTE

DEPT REQUEST
FY 2003 2004 FTE

MAYORS FY
2003 2004 FTE

00024 - Central Data Processing
310100  -  Non-Financial Applications

111General Manager - ITS
111Prin Data Proc Prog Analyst
667Sr Data Proc Prog Analyst

8 89Total Non-Financial Applications
310110  -  Financial Applications

111ITS Network Software/App Mgr
999Sr Data Proc Prog Analyst

10 1010Total Financial Applications
310120  -  Emerging Technologies

111Sr Data Proc Prog Analyst
1 11Total Emerging Technologies

310130  -  Operations
111Manager - Computer Operations
111ITS Data Center Supervisor
344Principal Data Proc Equip Oper
111Sr Data Proc Prog Analyst
666Sr Data Processing Equip Oper
888Data Proc Equip Oper
111Data Proc Records Librarian
111Clerk
011Office Assistant II

24 2224Total Operations
310140  -  Input/Output Services

111Info Tech Input/Output Sprv
222Senior Clerk

3 33Total Input/Output Services
310150  -  Help Desk

444Info Tech Client Supp Asst
4 44Total Help Desk
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MAYOR'S 2003/2004 RECOMMENDED BUDGET
CITY OF DETROIT

Information Technology Services Department
Appropriation

Organization
Classification

REDBOOK FY
2002 2003 FTE

DEPT REQUEST
FY 2003 2004 FTE

MAYORS FY
2003 2004 FTE

00024 - Central Data Processing
310170  -  Water Board Project

111ITS Network Software/App Mgr
111Prin Data Proc Prog Analyst
777Sr Data Proc Prog Analyst
111Principal Data Proc Equip Oper
222Sr Data Processing Equip Oper
111Data Proc Tele Technician
111Data Proc Equip Oper

14 1414Total Water Board Project
310230  -  Planning & Development

111Sr Data Proc Prog Analyst
1 11Total Planning & Development

310240  -  Building & Safety
111System Programming Coordinator
222Sr Data Proc Prog Analyst

3 33Total Building & Safety
310260  -  Consumer Affairs

111Sr Data Proc Prog Analyst
1 11Total Consumer Affairs

310300  -  Public Safety
111Database Administrator
222System Programming Coordinator
222Prin Data Proc Prog Analyst
899Sr Data Proc Prog Analyst

14 1314Total Public Safety
310310  -  Geographic Information Services

111System Programming Coordinator
111DP Mgr Tech Sppt Srv Interim
111Prin Data Proc Prog Analyst
366Sr Data Proc Prog Analyst

9 69Total Geographic Information Services

31-1331-13



MAYOR'S 2003/2004 RECOMMENDED BUDGET
CITY OF DETROIT

Information Technology Services Department
Appropriation

Organization
Classification

REDBOOK FY
2002 2003 FTE

DEPT REQUEST
FY 2003 2004 FTE

MAYORS FY
2003 2004 FTE

00024 - Central Data Processing
310320  -  Security and Quality Assurrance

111General Manager - ITS
011System Programming Coordinator
011Sr Data Proc Prog Analyst

3 13Total Security and Quality Assurrance
310330  -  Voice Communications

222Data Proc Tele Technician
2 22Total Voice Communications

154164165Total Central Data Processing

165 164 154Agency Total
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